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ROADMAP: 
Setting the Course  

for Family and Patient Involvement  
in Their Plan of Care 

Kristina Holleran, BSN, RN, CMSRN 
Patient Care Specialist, 6 Kasych 



Patient-Centered Experience  
(PCE) 

▪ Journey of Growth 2006 
 
▪ PCE 2016 Vision Statement 

 
▪ Project #13- Patient Plan of Care 

 
 ROADMAP- Review of All Daily Medical Actions and Plans 

Presenter
Presentation Notes
Thank Anne and Terry

Introduction- AIDET

Background- JOG retreat 2006- an opportunity to better inform our patients and families 
What pt satisfaction data has been telling us for years is pts basically want to know 2 things: Who is the caregiver? and What’s happening or going to happen next?

Abbington Memorial Hospital daily CARE plan
Instead of reinventing the wheel, we adapted their tool
�Goals were to create a similar tool that was more meaningful and patient friendly
Increase patient satisfaction and communication between care providers and patients.



Patient-Centered Experience Project Structure 

PCE Implementation Team (LVHN Representatives)  
 

 
 

PCE PROJECTS 

Organizational Development Administrative Fellow 
 

Public Affairs and Marketing 
   

Administrative Support 

PCE Advisory Council (Community Representatives)  
 

Monitored Projects: Information Services and Patient Navigation 

Revised 04/2/12  

RESOURCE TEAM 

PROJECT 20: 
Captain of the 
Ship                   
 
 
 
Leadership: 
D. Bitetto, MD  
D. Harrison,MD       
 
Start: 01/01/11 
End: 09/30/12 

Anne Panik 
Senior Vice President 
Patient Care Services 

              
 
 

Terry Capuano 
Chief Operating Officer 

              
 
 

Jim Geiger 
Senior Vice President 

Operations LVH-17th St. 

Jim Prowant 
Associate Executive Director 

Operations-LVPG 

Tom Whalen, MD 
Chief Medical Officer    

PROJECT 18: 
Staff  
Identification 
              
 
 
Leadership: 
C. Davidson  
C. Vose  
        
Start: 09/01/09 
End:  12/31/12 
 

PROJECT 22: 
HCAHPS  
7 Projects   
 
 
  
Leadership: 
J. Geiger  
B. Hardner  
L. Siegle  
Start: 01/01/12 
End:  06/30/13 

PROJECT 22: 
HCAHPS  
7 Projects  
 
A. Responsiveness Hosp. Staff 
B. Hospital Environment  
C. Medication Communication 
D. Physician Communication 
E. Pain Management 
F. Nurse Communication  
G. Discharge Information  

PROJECT 23: 
Plain 
Community           
 
 
 
Leadership: 
J. Fenicle 
 
 
Start: 03/01/12 
End:  12/31/12  

PROJECT 24: 
Veterans’  
Health Care    
 
 
  
Leadership: 
E. Johnson  
 
  
Start: 04/01/12 
End:  03/31/12  



Project History  
▪ Team Structure 

 
▪ Lean methodology 

•A3 Development 
•Current Conditions  
•Goals and Targets 
•Proposed Countermeasures 

Presenter
Presentation Notes
Interprofessional team:

Nursing
Case Management
Medicine
Case Management
Information Services
Patient Education
Pharmacy
Public Relations
Service Excellence

Collaboration with Bedside Shift Report and Warm Welcome project teams to support their goals and initiatives.



Gemba Walks 

▪ Patient and Family Advisory Council 
 
▪ Interviews with patients, family, staff, 

providers 
• Structured interview tool 

Presenter
Presentation Notes
Patient and Family Advisory Council- a group of former patients families and community members
Asked them about their previous experiences in the hospital
What was important for them to know?
What information perhaps weren’t they told?

Test results
Dr. in Charge

Gemba Walks to patient care units:
Interviewed 100 patients, families and staff
What information do you want to know about your care on a daily basis?
Staff- What kinds of questions do you get from patients?
Themes were medications and discharge plan

Coming up with a name- Cindy Mitman (clever pharmacist)
Acronymn- ROADMAP



Content 

▪ Language 

▪ Care Team 

▪ Allergies 

▪ Diet 

▪ Activity 

▪ Learning 

Presenter
Presentation Notes
What information is included in ROAMAP?
Language pt prefers to speak
Members of the care team including Dr. in Charge and consulting providers and departments
Allergies
Diet
Activity
Goal for the day- heart failure teaching or learning to self inject insulin



Content (continued) 

▪ Tests and procedures today 

▪ Tests and procedures yesterday 

▪ Blank space for notes 

▪ Medications 
• Scheduled 
•PRN’s (as needed) 
•Discontinued 

Presenter
Presentation Notes
Tests and procedures have definitions in terms the pt and families can understand
Medications are separated into 3 categories: scheduled, PRNs and discontinued



Other Considerations 

▪ How the data gets there 

▪ Font size 

▪ Readability 

▪ “Pretty” 

▪ Blank space 

Presenter
Presentation Notes
And now Jan will explain her work with the vendor and information services to get this information onto ROADMAP.





Standard Work 

▪ Patient education during Warm Welcome 
 
▪ Key Words at Key Times 

 
▪ 0700 RN Bedside Shift Report 

 
▪ New ROADMAP every day 

Presenter
Presentation Notes
December 2010
Content finalized
Vendor selection – Menon Group
Standard work- informing pts during Warm Welcome
Key Words at Key Times

0700 RN Bedside Shift Report
Each day the patient receives a new ROADMAP

6K pilot unit

Survey of staff perceptions regarding ROADMAP

Implemented on April 27, 2011



Qualitative Metrics 

 
▪Patient and Family Comments 
 
 
 
▪Observations of Standard Work 







Quantitative Metrics 
Pilot Unit Outcomes 

 
▪Patient Satisfaction Surveys 
 
 
 
▪Pre- Post Staff Survey Results 



Feed Forward 

▪ Med/Surg and Step Down 
▪ Critical Care 
▪ Women and children 
▪ Spanish ROADMAP 
▪ Outpatient areas 
▪ TSU 
 



Questions? 

THANK YOU! 
 

Kristina.Holleran@lvhn.org 

Presenter
Presentation Notes
Key Points: (Tim)  



	ROADMAP: Setting the Course for Family and Patient Involvement in Their Plan of Care
	Let us know how access to this document benefits you
	Published In/Presented At

	ROADMAP:
	Patient-Centered Experience �(PCE)
	Patient-Centered Experience Project Structure
	Project History 
	Gemba Walks
	Content
	Content (continued)
	Other Considerations
	Slide Number 9
	Standard Work
	Qualitative Metrics
	Slide Number 12
	Slide Number 13
	Quantitative Metrics�Pilot Unit Outcomes
	Feed Forward
	Questions?

